Caller behaviour classification using computational intelligence methods.
A classification system that accurately categorizes caller interaction within Interactive Voice Response systems is essential in determining caller behaviour. Field and call performance classifier for pay beneficiary application are developed. Genetic Algorithms, Multi-Layer Perceptron neural network, Radial Basis Function neural network, Fuzzy Inference Systems and Support Vector Machine computational intelligent techniques were considered in this research. Exceptional results were achieved. Classifiers with accuracy values greater than 90% were developed. The preferred models for field 'Say amount', 'Say confirmation' and call performance classification are the ensemble of classifiers. However, the Multi-Layer Perceptron classifiers performed the best in field 'Say account' and 'Select beneficiary' classification.